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C. AMENDMENTS TO THE CLAIMS 

In order to better assist the Examiner with the prosecution of the case, the current 
pending claims have been included in their entirety for which reconsideration is requested. 



1 . (Original) A method for managing an on hold call comprising: 




receiving a call at a call center from a caller; 



placing said call on hold in a hold queue until a representative of said call center is 
available to answer said call; and 

offering an incentive to said caller to transfer said call to an expert while said call is on 
hold in said hold queue waiting for said representative, such that use of said expert is promoted. 

2. (Original) The method for managing said on hold call according to claim 1 , wherein said 
expert is at least one from among a freelance expert, a query group expert, and an emergency 
group expert. 

3. (Currently Amended) The method for managing said on hold call according to claim 1 , 
further comprising: 

responsive to said caller selecting said incentive, transferring said call to said expert 
operating from a calling system independent of said call center; 

responsive to detecting said call at the top of said hold queue, notifying said caller of an 
availability of said representative while said caller is connected to said expert . jjrrtr\ ^ha p j& 
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4. (Original) The method for managing said on hold call according to claim 1 , wherein said 
incentive comprises at least one from among an adjustment in position within said hold queue, a 
financial incentive, a rewards points incentive, and a time incentive. 

5. (Original) A system for managing an on hold call comprising: 




a call center comprising a hold queue; 



means for receiving a call at said call center from a caller; 

means for placing said call on hold in said hold queue until a representative of said call 
center is available to answer said call; and 

means for offering an incentive to said caller to transfer said call to an expert while said 
call is on hold in said hold queue waiting for said representative, such that use of said expert is 
promoted. 

6. (Original) The system for managing said on hold call according to claim 5, wherein said 
expert is at least one from among a freelance expert, a query group expert, and an emergency 
group expert. 

7. (Currently Amended) The system for managing said on hold call according to claim 5, 
further comprising: 

means responsive to said caller selecting said incentive, for transferring said call to said 

expert operating from a calling system independent of said call center; 
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means responsive to detecting said call at the top of said hold queue, for notifying said 
caller of an availability of said representative while said caller is connected to said expert . 

8. (Original) The system for managing said on hold call according to claim 5, wherein said 
incentive comprises at least one from among an adjustment in position within said hold queue, a 
financial incentive, a rewards points incentive, and a time incentive. 

9. (Original) A computer program product for managing an on hold call, said computer 
program product comprising: 

a recording medium; 



means, recorded on said recording medium, for detecting a call received at a call center 
from a caller; 

means, recorded on said recording medium, for controlling placement of said call on hold 
in a hold queue until a representative of said call center is available to answer said call; and 

means, recorded on said recording medium, for offering an incentive to said caller to 
transfer said call to an expert while said call is on hold in said hold queue waiting for said 
representative. 



1 0. (Currently Amended) The computer program product for managing said on hold call 
according to claim 9, further comprising: 



means, recorded on said recording medium, for transferring said call to said expert 

operating from a calling system independent of said call center; 
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means, recorded on said recording medium, for notifying said caller of an availability of 
said representative when said caller reaches the top of said hold queue while said caller is 
connected to said expert . 

Claims 11-37 (cancelled). 



38. (New) The method for managing said on hold call according to claim 1 , wherein said 
expert operates from a call system independent of said call center. 

39. (New) The method for managing said on hold call according to claim 1 , further 
comprising: 

responsive to said caller electing said incentive, transferring said call to said expert at a 
call system independent of said call center. 

40. (New) The method for managing said on hold call according to claim 1 , further 
comprising: 

authenticating an identity of said expert before completing a connection between said 
expert and said caller; and 

only enabling completion of said connection if said identity of said expert matches a 
registered expert identity at said call center. 

41. (New) The system for managing said on hold call according to claim 5, wherein said 
expert operates from a call system independent of said call center. 
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42. (New) The system for managing said on hold call according to claim 5, further 
comprising: 

means, responsive to said caller electing said incentive, for transferring said call to said 
expert at a call system independent of said call center. 

43. (New) The system for managing said on hold call according to claim 5, further 
comprising: 



means for authenticating an identity of said expert before completing a connection 
between said expert and said caller; and 

means for only enabling completion of said connection if said identity of said expert 
matches a registered expert identity at said call center. 

44. (New) The computer program product for managing said on hold call according to claim 
9, wherein said expert operates from a call system independent of said call center. 

means, recorded on said recording medium, for offering said incentive to said caller to 
transfer said call to said expert operating from a call system independent of said call center. 

45. (New) The computer program product for managing said on hold call according to claim 
9, further comprising: 

means, recorded on said recording medium, for transferring said call to said expert at a 
call system independent of said call center. 
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46. (New) The computer program product for managing said on hold call according to claim 
9, further comprising: 

means, recorded on said recording medium, for authenticating an identity of said expert 
before completing a connection between said expert and said caller; and 

means, recorded on said recording medium, for only enabling completion of said 
connection if said identity of said expert matches a registered expert identity at said call center. 
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